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INTRODUCTION

Diagnostic Protocol

The Diagnostic Protocol is composed of a set of generic questions to guide the initial
diagnosis of the service delivery/enterprise issues in a city.  Building on the
experience of assistance provided to Pilot LGPP gminas, the Diagnostic Protocol has
financial, management and service coverage/quality components.  Not intended to
be a rigid guide, the protocol is nevertheless designed to have sufficient specificity to
produce a number of quantifiable measures, particularly on service outputs and
financial performance.

Certain sets of questions are generic to all municipal service enterprises, for
example:
• legal structure
• organization of the enterprise
• degree of autonomy
• financial transactions between the enterprise and the gmina
• identification of operating activities of the enterprise
 
 Other questions are tailored to the type of enterprise, for example:
• profile of customers
• operating characteristics
• profile of facilities, equipment and vehicles in service
• profile of workforce
• volume related to services (e.g., waste collected, water/wastewater treated)
 
 In addition, the protocol includes identification of certain documents that should be
requested in order to diagnose the enterprise, including:
• organization chart
• historical financial statements
• current year budget
• capital investment plan (if it exists)
• list of facilities, equipment, vehicles in service
• tariff or rate schedules
• reports to industry associations or others of operating performance, statistics, etc.

This document contains the Diagnostic Protocol in four sections.  The first section
contains questions designed to assess the organization and structure of a municipal
service enterprise as well as its relationship with the gmina.  The following three
sections contain questions on operations and finance of three types of enterprises:
• Water and sewer
• Solid waste / town cleaning
• Bus transport
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ENTERPRISE DIAGNOSTIC PROTOCOL

ORGANIZATION AND STRUCTURE

(Applicable to all types of enterprises)



ORGANIZATION AND STRUCTURE OF THE ENTERPRISE
(applicable to all types of municipal service enterprises)

1

What is the legal form of the enterprise?
Budgetary department
Budgetary enteprise
Limited liabilitiy company
Joint stock company
Other (specify)

Who owns the enterprise?
Gmina %
Managers and/or employees of enterprise %
Other Polish individuals %
Other Polish firms (provide details) %
Foreign firms and/or individuals (provide details) %

If the enterprise is a commercial code (stock) company:
How are shares distributed?

Provide details of the most recent stock issuance?
Date
Terms
Share price

Is there a mechanism for distributing shares to employees and
managers of the enterprise?

Provide a copy of the company charter



ORGANIZATION AND STRUCTURE OF THE ENTERPRISE
(applicable to all types of municipal service enterprises)

2

Provide a copy of the regulations of the Board of Supervisors

Provide a copy of the regulations governing shareholders’
meetings

How is the Director of the Enterprise appointed?
Who appoints?

Does the Director have a contract?  If yes, provide terms and
conditions

Who does the Director report to?
Provide an organization chart of the gmina showing reporting
relationship of the enterprise Director within the gmina

How is the enterprise organized?
Provide an organization chart of the enterprise showing reporting
relationships, departments and number of employees in each
department

What is the financial relationship between the gmina and the
enterprise?

Does the gmina provide operating subsidies to the enterprise?
How and when are subsidies determined?



ORGANIZATION AND STRUCTURE OF THE ENTERPRISE
(applicable to all types of municipal service enterprises)

3

How and when are subsidies paid?

Does the enterprise pay operating surpluses to the gmina?
How and when are surpluses paid?

Does the gmina provide capital investment subsidies to the
enterprise?

How and when are investment subsidies determined?
How and when are investment subsidies paid?

If the enterprise is a stock company, does the gmina re-
capitalize the enterprise periodically?

On what basis?

Does the gmina pay any of the expenses of the enterprise or
receive any of the revenues directly?

Are there other payments or cash transfers between the gmina
and the enterprise?

Provide details

Is there a service agreement between the gmina and the enterprise?
Provide a copy of the agreement
How often is the contract negotiated?
Who negotiates the contract?
How does the gmina monitor the contract?
Who must approve the contract?



ORGANIZATION AND STRUCTURE OF THE ENTERPRISE
(applicable to all types of municipal service enterprises)

4

Gmina Executive Board
Gmina Council
Anti-monopoly office
Procurement office
Other agency

Who approves the budget of the enterprise?

Who approves price changes of the enterprise?

Who approves the capital investment budget of the enterprise?

Who is responsible for approving and purchasing fixed assets for the
enterprise?

Who owns the assets used by the enterprise?
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SOLID WASTE / TOWN CLEANING ENTERPRISE OPERATIONS AND FINANCE

1

Provide copies of the following financial documents:
• Income statements for the past three years  
  
• Balance sheets for the past three years  
  
• Annual income tax declaration for the past three years  
  
• Operating budget - current year and next year  
  
• Capital investment budget - current year and next year  
  
• Capital investment plan  
  
 
 Provide copies of reports showing operating and statistical information

 

• Reports to industry association  
  
• Internal management reports  
  
• Special reports to gmina or environmental regulators and other

agencies
 

  
 
 Describe services provided by the enterprise

 

• Landfill  
• Solid Waste Collection  
• Recycling  
• Container lease  
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• Liquid Waste Collection  
• Street Cleaning  
• Snow Removal  
• Liquidating Unauthorized Dumps  
• Hazardous Site Clean-up  
• Hauling and Transport Service  
• Vehicle Repair & Maintenance  
• Sale of scrap materials collected (metals, glass, paper)  
• Other Services  
  
• Are there plans to expand services offered?  
  
  
 
 Provide the following information regarding solid waste collection
operations:

 

 
• Provide a profile of solid waste collection customers

 

 Number of customers and volumes by category for the past 3-5
years

 

 Individual residences  
 Housing cooperatives  
 Commercial & Institutional  
 Industrial  
 Gmina  

  
 What percentage of households and businesses in the service
area are customers of the enterprise?

 

  
 Provide a copy of a typical service agreement  
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 Who may receive service and on what basis?  

  
 What are the trends and/or projections of number of customers?  
  
 What are the trends and/or projections of volume of waste to be
collected?

 

  
 Does the utility provide solid waste collection service to
neighboring communities?

 

 What are the terms and conditions?  
  
• Describe the solid waste collection workforce  

 Provide a list of employees and responsibilities  
  
 What is the average wage of workers?  

 How does this compare to wages paid by competitors,
enterprises in neighboring communities and local, regional
and national averages?

 

  
 Is the average wage adequate to attract qualified
employees?

 

  
 Describe the work schedule for collection crews  
  
 How do regulations and or union agreements affect the number
of workers required on each truck and/or shift?

 

  
 How do regulations and/or union agreements affect the
qualifications of drivers and helpers?
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 How are employees trained?  
  
 Assess facilities for worker hygene  
  
 What is the image of the workers?  

 Are uniforms provided?  
 Who owns the uniforms?  
 How often are they laundered?  

  
 Is the number of workers employed adequate?  

  
• Provide the following information about collection:  

 What is the schedule of pick-ups?  
  
 Where is solid waste disposed?  

 Who owns and manages the landfill  
  

 Provide a schedule of landfill tipping fees paid by the enterprise  
  
 How many trips are made to the landfill each week?  
  
 Describe characteristics of the service area which affect the
efficiency of operations

 

 Access to containers (in courtyards)  
 Narrow streets in historical city center  
 Large housing cooperatives  

  
 What types of dustbins are used?  
  
 Who owns the dustbins?  

 How are customers charged for dustbins?  
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 Who is responsible for maintaining and replacing dustbins?  
  
• Provide the following information about solid waste collection

vehicles:
 

 List of vehicles  
 Description (make, model, year, condition)  
 Use (department or activity)  
 Depreciable life (accounting, tax and technical life, if
different)

 

 Repair and maintenance expense, including spare parts
and labor

 

 Gasoline expense  
 Schedule for overhaul  

  
 What is the company’s schedule for routine maintenance of
vehicles?

 

  
 Is an adequate inventory of spare parts maintained?  
  
 How frequent are breakdowns?  
  
 What happens when a vehicle breaks down?  

 Are there spare vehicles?  
 Is the schedule of pick-up changed?  
 Is there an interruption in service?  
 Is the enterprise able to rent vehicles?  

  
 Is the budget for repairs and maintenance adequate?  
  
 What is the company’s policy regarding overhaul of vehicles?  
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 What is the company’s policy regarding replacement of vehicles
and equipment?

 

  
 What happens to vehicles and equipment taken out of service?  

  
• Provide the following information regarding the service area:  

 What is the current service area of the enterprise?  
  
 Are there plans to expand the service area?  
  
 What are the restrictions to expansion?  
  
 What economic development (industrial, commercial, residential)
is going on in the service area that could be expected to affect
customer growth and/or usage?

 

  
• Provide the following information regarding solid waste prices:  

 A schedule of prices for the past three years  
  
 How often are prices increased?  
  
 What is the basis for price increases?  
  
 Are prices sufficient to cover operating and maintenance costs,
including tipping fees, amortization and debt service?

 

  
 What is the sensitivity to price changes?  
  
 What has been the general reaction of customers  and politicians
to recent price increases?
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 How do prices compare to neighboring communities and the
national average?

 

  
 Have prices been reviewed by the Anti-monopoly office?  

 If yes, provide details  
  
 Has the enterprise reviewed Anti-monopoly rulings related to solid
waste collection pricing?

 

  
• Provide the following information about solid waste collection

revenues:
 

 Schedule of revenues for the past three years showing amount
and volume by category of customer

 

  
 What information is maintained on the company’s billing system?  

  
• Provide the following information regarding regulation of the solid

waste activity:
 

 What are the local and national regulations regarding solid waste
collection?

 

  
 Provide a copy of the local regulation governing registration of
solid waste collection companies

 

  
 Who is responsible for enforcing the requirement that all
residences and businesses have a contract for solid waste
collection?

 

  
 How is inspection and enforcement carried out?  

  
 Is enforcement effective?  
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• Identify and assess competition  

 Direct competition  
  
 Indirect competition  

 Illegal dumping  
  

 What are the trends and/or projections of competition in the
market?

 

 Leasing gmina-owned assets to contract provider  
 Subcontracting services  

 Management and operations  
 Construction and/or repairs and maintenance  
 Billing and/or collections of receivables  

  
 
 Provide the following information regarding landfill operations:

 

• Is there an operating manual for the landfill?  
 If yes, provide copy  
 If no, describe operating procedures  

  
• What type of data is recorded at the landfill?  

 Is there a scale?  
  
• Schedule of waste accepted at the landfill by category:  

 Residential waste  
 Construction debris  
 Hazardous waste  
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• Schedule of volume received by category of customer for the past 3-5
years:

 

 Company’s own collection vehicles  
 Other solid waste collection companies  
 Industrial  

  
• Describe the landfill workforce:  

 Provide a list of employees and their reponsibilities  
  
 What is the average wage of workers?  

 How does this compare to wages paid by competitors,
enterprises in neighboring communities and local, regional
and national averages?

 

  
 Is the average wage adequate to attract qualified
employees?

 

  
 How do regulations and/or union agreements affect the number
of workers and average wage or workers at the landfill?

 

  
 How do regulations and/or union agreements affect the minimum
qualifications of workers at the landfill?

 

  
 Describe the work schedule at the landfill  
  
 How are workers trained?  
  
 Assess facilities for worker hygene  
  
 What is the image of the workers?  

 Are uniforms provided?  
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 Who owns the uniforms?  
 How often are they laundered?  

  
 Is the number of workers employed adequate?  

  
• Provide a list of vehicles and major equipment used at the landfill:  

 Description (make, model, year, condition)  
 Use (department or activity)  
 Depreciable life (accounting, tax and technical life, if different)  
 Repair and maintenance expense, including spare parts and
labor

 

 Gasoline expense  
 Schedule for overhaul  

  
 What is the company’s policy regarding overhaul of vehicles and
equipment?

 

  
 What is the company’s policy regarding replacement of vehicles
and equipment?

 

  
 What happens to vehicles and equipment taken out of service?  

  
 Is the fleet of vehicles and equipment adequate?  

  
 What investment is necessary to maintain an adequate level of
service?

 

  
• What are the local and national regulations regarding solid waste

disposal?
 

  
• What restrictions are placed on waste received at the landfill?  
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 Local vehicles only?  
  
 Is hazardous waste received at the landfill?  

 If no, how and where is it disposed?  
  

 Is liquid waste received at the landfill?  
 If yes, can it be disposed in to the sewage system instead?  

  
• Assess the security at the landfill  

 Is there a fence around the landfill?  
  
 Is there a security gate?  
  
 How is access restricted?  
  
 Are there scavengers at the landfill?  
  
 What steps are taken to prevent scavenging?  
  
 What investments are required to improve security at the landfill?  

  
• What is the capacity of the landfill?  

 How is capacity determined?  
  
• When is the landfill expected to reach full capacity?  
  
• Are there plans to expand the existing landfill?  
  
• Is there room to expand the landfill on the existing site?  

 What abuts the landfill?  
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 Who owns surrounding land?  
  
 What are the restrictions on expansion?  
  
 How are relations with neighboring landowners and/or residents  

  
• Are there plans to close the existing landfill?  

 If yes, describe the plan  
  
 What will be done with the site after closing?  
  
 What are the local, regional and national requirements related to
closing the landfill?

 

  
 Who will pay for the closing?  

  
• Is daily cover applied to the landfill?  

 What materials are used for daily cover?  
  
 Is there adequate cover material available at the site?  

  
• What methodology is employed for compacting waste?  
  
• What is the desired slope?  

 Is the slope maintained?  
  
• Describe the drainage system of the landfill  

 Is it adequate?  
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 What investment is needed to improve the drainage system?  
  
• Are there plans to open a new landfill?  

 Provide a copy of the plan or describe it  
  

 Has the site been identified?  
 Who owns the site?  
 Is it controversial?  

  
 What approvals and permits are required?  

 Have permits been obtained?  
 What is the procedure for obtaining permits?  

  
 What equipment will be required at the new landfill?  

 Can equipment be transferred from the existing landfill?  
  

 What is the estimated cost?  
  
 How will the investment be financed?  
  
 Identify changes in operating costs which will occur when the new
facility opens

 

 Increase in number of employees?  
 Cost to operate new equipment?  

  
• Provide the following information about landfill revenues:  

 Schedule of revenues for the past three years showing amount
and volume by category of customer

 

  
 What information is maintained on the company’s billing system?  

  



SOLID WASTE / TOWN CLEANING ENTERPRISE OPERATIONS AND FINANCE

14

• Provide the following information regarding landfill prices:  
 A schedule of prices for the past three years  
  
 How often are prices increased?  
  
 What is the basis for price increases?  
  
 What is the sensitivity to price changes?  
  
 What has been the general reaction of customer (solid waste
collectors) and politicians to recent price increases?

 

  
 How do prices compare to landfills in neighboring communities
and the national average?

 

  
 Have prices been reviewed by the Anti-monopoly office?  

 If yes, provide details  
  
 Has the enterprise reviewed Anti-monopoly rulings related to
landifll pricing?

 

  
 
 Provide the following information regarding street cleaning, snow
removal and other services performed under contract with the gmina:

 

• Copy of service agreement and describe terms and conditions  
 What is the basis for payments  
 How is billing and payment handled?  

  
• How is the contract awarded?  
  
• How often is the contract negotiated?  
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• Is there competition in the market for this service?  
  
• Does the enteprise subcontract for services?  
  
• Describe the workforce for street cleaning, snow removal, etc.  

 Provide a list of employees and their function  
  
 What is the average wage of workers?  

 How does this compare to wages paid by competitors,
enterprises in neighboring communities and local, regional
and national averages?

 

  
 Is the average wage adequate to attract qualified
employees?

 

  
 Provide a schedule of crews  
  
 How are workers trained?  
  
 Assess facilities for worker hygene  
  
 What is the image of the workers?  

 Are uniforms provided?  
 Who owns the uniforms?  
 How often are they laundered?  

  
 Is the number of workers employed adequate?  
  

• Provide a list of vehicles and major equipment used for street
cleaning, snow removal, etc.
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 Description (make, model, year, condition)  
 Use (department or activity)  
 Depreciable life (accounting, tax and technical life, if different)  
 Repair and maintenance expense, including spare parts and
labor

 

 Gasoline expense  
 Schedule for overhaul  

  
 What is the company’s schedule for routine maintenance of
vehicles?

 

  
 Is an adequate inventory of spare parts maintained?  
  
 How frequent are breakdowns?  
  
 What happens when a vehicle breaks down?  

 Are there spare vehicles?  
 Is the schedule of pick-up changed?  
 Is there an interruption in service?  
 Is the enterprise able to rent vehicles?  

  
 Is the budget for repairs and maintenance adequate?  

  
 What is the company’s policy regarding overhaul of vehicles?  

  
 What is the company’s policy regarding replacement of vehicles
and equipment?

 

  
 What happens to vehicles and equipment taken out of service?  

  
 Is the fleet of vehicles and equipment adequate?  
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 What investment is necessary to maintain an adequate level of
service?

 

 
 Provide the following information about other revenues of the enterprise:

 

• Shedule of other revenues  
  
• Descibe the basis for charges  
  
• Is the service within the natural scope of activities for the enterprise?  
  
• Provide information about workers employed in providing these

services
 

  
• Provide information about  vehicles and equipment used in providing

these services
 

  
• Is the enterprise making a profit from the service?  
  
• Assess competition and opportunities for increasing revenues and

profit from these services
 

 
 Describe the company’s customer service function

 

• Who is responsible for customer service?  
  
• How is the customer service function defined?  
  
• What is the company policy regarding resolution of customer

complaints?
 

 How are customer complaints handled?  
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 Is there a log of customer complaints?  

  
• Has the company conducted customer surveys?  

 Describe process, results and actions taken by the company in
response

 

  
 
 What are the company’s service standards

 

• How are customers made aware of the standards?  
  
• How are employees made aware of the standards?  
  
 
 How does the company handle public information?

 

• Who is responsible for public information?  
  
• How does the enterprise provide information to customers regarding

price changes, changes or interruptions in service, changes in billing,
collection, etc.?

 

  
• How may customers provide input to the company regarding prices,

quality of service, extent of services offered and company policies?
 

  
 
 Provide the following information regarding customer accounts
receivable and bad debts

 

• Calculation of average days accounts receivable outstanding by
category of customer

 

  
• Billing and payment terms  
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• Company policy, national and local regulations regarding collections

and enforcement
 

 Can service be discontinued for non-payment?  
  
 What actions can be taken to collect past due accounts?  

  
• Company policy regarding recording allowances for uncollectible

accounts and write off of bad debts
 

  
• What are the trends and/or projections for past due accounts

receivable?
 

  
 
 Provide the following information on fixed assets:

 

• Provide a description of facilities employed in the following activities  
 Landfill  
 Solid waste collection  
 Liquid waste collection  
 Street cleaning  
 Snow removal  
 Other services  
 Workshops  
 Garages  
 Administrative  

  
• Schedule of fixed assets by activity  

 Description  
 Cost  
 Depreciable life (accounting, tax and technical life, if different)  
 Information on planned replacement, upgrade or retirement  
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 Provide a copy of the company’s capital investment plan or other plans
for capital spending:

 

• Does the company have facilities necessary to comply with
environmental regulations?

 

  
• Are there plans to upgrade technology? Provide details  
  
• Are there plans to expand or replace facilities? Provide details  
  
• Does the company prepare cost/benefit analyses to justify purchases

of fixed assets?
 

  
 
 What is company policy regarding procurement?

 

• Who is responsible for purchasing fixed assets, materials and
supplies and ordering services?

 

  
• What is the procedure for issuing purchase orders?  
  
• What  regulations (e.g, procurement laws) apply to the enterprise?  
  
• Do enterprise managers have approval limits?  
  
 
 Provide the following information regarding stores and inventory
management:

 

• What is company policy regarding inventory levels?  
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• How many stores are there?  
  
• Describe the inventory ordering, release and control system  
  
• Who is responsible for inventory control?  
  
• How frequently are physical inventories taken?  
  
• Provide a calculation of inventory turnover  
  
• What is done with obsolete inventory?  
  
 
 Provide the following information regarding operating expenses by
activity:

 

• Wages  
 Number of employees  
  
 Calculated average wage  
  
 What is the basis for wage increases?  
  
 Are there plans to increase or decrease employment?  
  
 How will technology upgrades and/or facility expansions affect
employment and/or average wage?

 

  
 How will expansion of services and/or markets affect
employment?
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 How will plans to outsource services affect employment?  
  
• Bonuses and other payments to workers  

 What is the company policy regarding payment of bonuses, etc.  
  
 What payments are required according to union agreements and
or government requirements?

 

  
 Is any change expected?  

  
• Payroll taxes (ZUS, unemployment, PFRON, etc.)  

 Rates  
  
 Basis for calculation  
  
 Is any change expected?  

  
• Materials and supplies, broken out by major expense item which may

include:
 

 Gasoline expense  (cost per liter and per vehicle/equipment,
expected increase)

 

  
 Tires expense (cost per vehicle, expected increase)  
  
 Environmental fees (basis for payment, rate, expected changes)  
  
 VAT included in materials and supplies (rate)  

  
• Material and non-material services, broken out by major expense item

which may include:
 

 Contract payments to employees  
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 Contract payments to outside firms (identify nature of services,
terms, company policy, projected expense)

 

  
 Repair and maintenance services (identify nature of services,
company policy regarding outsourcing, projected expense)

 

  
• Repairs and maintenace expense (cost per vehicle, expected

increase)
 

  
• Insurance  
 What is insured (identify facilties, vehicles and insured

value)?
 

  
 What is the company’s policy regarding insurance?  
  
 Is there a need to increase or decrease coverage?  
  
• Travel expense  
  
• Other payments - identify if material  
  
• Taxes and licenses  
 Identify type, basis of calculation, rates, expected changes  
  
• Penalties paid for violation of environmental regulations  
  
 
 Provide copies of budgets and/or projections of operating expenses

 

• What is the basis for budgets and/or projections of operating
expenses?
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• What are the trends in operating expenses?  
  
• How will technology upgrades and/or facility expansions affect

operating expenses?
 

  
• How will expansion of services and/or markets affect operating

expenses?
 

  
 
 Provide the following information regarding financing:

 

• How does the enterprise normally finance capital investments?  
  
• Does the enterprise have outstanding debt?  

 Name of lender  
 Terms & conditions  
 Provide copy of loan agreement  
 Provide schedule of debt service - historical and projected  

  
• Does the enterprise plan to borrow to finance capital investments?  

 Provide details  
  
• Has the enterprise issued stock to finance capital investments?  

 Provide details  
  
• Does the enterprise plan to issue stock to finance capital

investments?
 

 Provide details  
  
• Has the enterprise been approached by investors who wish to have
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an ownership position in the company?
Provide details
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Provide copies of the following financial documents:
• Income statements for the past three years  

  
• Balance sheets for the past three years  
  
• Annual income tax declaration for the past three years  
  
• Operating budget - current year and next year  
  
• Capital investment budget - current year and next year  
  
• Capital investment plan  
  
 
 Provide copies of reports showing operating and statistical
information

 

• Reports to industry association  
  
• Internal management reports  
  
• Special reports to gmina or environmental regulators and other

agencies
 

  
 
 Describe services provided by the enterprise

 

• Water  
• Sewer  
• Construction services  
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• Laboratory services  
• Other  
  
• Are there plans to expand services offered?  
  
• Are there plans to outsource any services?  
  
 
 Provide the following information regarding water operations:

 

• Describe the treatment process  
  
• Does water treatment meet national standards?  

 If not, is the company paying fines?  
  
 What investment is needed to bring water treatment into
compliance?

 

  
  
• What is the source of water supply?  
  
• Has the enterprise forecast demand for water?  

 If yes, provide a copy of demand forecast and/or support for
conclusions

 

  
• Is there an adequate supply of water to meet present and

projected needs?
 

  
• What investment is needed to provide adeqate water supply to

meet present and projected needs?
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• What is the percentage of water loss?  
 How has this been calculated or estimated?  

  
 What steps have been taken to reduce water losses?  

  
 What investment is needed to reduce water losses?  

  
• Is water pressure maintained at an adequate level?  

 If not, what investment is needed to improve water pressure?  
  
• Evaluate the energy efficiency of the system  

 What steps have been taken to improve energy efficiency of
the system?

 

  
 What investment is necessary to improve energy efficiency?  

  
 
 Provide the following information regarding sewage treatment
operations:

 

• Describe the sewage treatment process.  
  
• Does sewage treatment meet environmental standards?  

 If not, is the company paying fines?  
  
 What investment is needed to bring sewage treatment into
compliance with environmental standards?

 

  
 
 Provide the following information regarding sewage collection:

 

• Describe the sewage collection system.  
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• Is all sewage that is collected conveyed to the sewage treatment

plant?
 

 If not, is the utility paying fines?  
  

 What investment is required to remedy the situation?  
  
• What is the extent of infiltration and inflow?  

 How has infiltration and inflow been measured or estimated?  
  

 What steps have been taken to reduce infiltration and inflow?  
  

 What investments are necessary to reduce infiltration and
inflow?

 

  
• Does stormwater flow into the sewage collection system and to

the sewage treatment plant?
 

 Has the company attempted to reduce the flow of stormwater
into the sewage treatment plant?

 

  
 What investments would be necessary to separate
stormwater flows from sewage flows?

 

  
 
 Provide the following information regarding sewage disposal:

 

• Describe the method of sewage disposal  
  
• Is the utility in compliance with environmental standards with

regards to sewage disposal?
 

 If not, is the utility paying fines?  
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 What investment is necessary to meet environmental
regulations for sewage disposal?

 

  
 
 Provide a profile of customers

 

• Number of customers by category for the past 3-5 years  
 Residential  
 Industrial  
 Other  
 Bulk sales to neighboring communities  

  
• Volume used by each class of customer for past 3-5 years  
  
• Identify the largest industrial customers?  
  
• How does the usage per resident compare to the national

average?
 

  
• What steps have been taken to promote water conservation?  
  
• What percentage of households and businesses in the service

area are connected to the water and/or sewage system?
 

  
• What are the local and/or regional regulations regarding wells?  

 Are residents allowed to have individual wells where central
water is available?

 

 May new homes be built on wells within the service area?  
 Are industries allowed to have wells?  

  
• What are the local and/or regional regulations regarding septic  
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tanks?
 Are residents allowed to have septic tanks where central
sewage is available?

 

 May new homes be built on septic tanks within the service
area?

 

 Are industries allowed to have septic tanks?  
  
• What are the utilty’s plans to extend water and/or sewer coverage

within the existing service area?
 

  
• What are the trends and/or projections of number of customers?  
  
• What are the trends and/or projections of customer usage?  
  
• What are the goals of the local and/or regional government

regarding provision of central water and sewer service?
 

  
• What are the goals of the local and/or regional government

regarding growth management?
 

  
• Does the utility provide water and/or sewer service to neighboring

communities?
 

 What are the terms and conditions?  
  
 
 What is the enterprise’s service availability policy?

 

• Connection fees  
  
• Who may receive service?  
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• Are households and businesses required to connect to central
water and/or sewer when it is available?

 

  
• What is the policy regarding construction of mains and/or

payment by customers (individuals, industries or  developers)
who wish to have service extended to their premises

 

  
 
 Provide the following information regarding the company’s service
area:

 

• What is the current service area of the enterprise?  
  
• Are there plans to expand the service area?  
  
• What are the restrictions to expansion?  
  
• What economic development (industrial, commercial, residential)

is going on in the service area that could be expected to affect
customer growth and/or usage?

 

  
 
 Provide a profile of the workforce

 

• Provide a list of employees and responsibilities by activity  
  

• What is the average wage of workers?  
 How does this compare to wages paid by competitors,
enterprises in neighboring communities and local, regional
and national averages?

 

  
 Is the average wage adequate to attract qualified employees?  
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• What regulations affect the number of workers needed in each
activity?

 

  
• What regulations affect the qualifications of workers in each

activity?
 

  
• Describe work schedules for each activity  

  
• How are employees trained?  

  
• Assess facilities for worker hygene  

  
• What is the image of the workers?  

 Are uniforms provided?  
 Who owns the uniforms?  
 How often are they laundered?  

  
• Is the number of workers employed in each activity adequate?  
  
 
 Describe the company’s customer service function

 

• Who is responsible for customer service?  
  
• How is the customer service function defined?  
  
• What is the company policy regarding resolution of customer

complaints?
 

 How are customer complaints handled?  
  
 Is there a log of customer complaints?  



WATER & SEWER ENTERPRISE OPERATIONS AND FINANCE

9

  
• Has the company conducted customer surveys?  

 Describe process, results and actions taken by the company
in response

 

  
 
 What are the company’s service standards

 

• How are customers made aware of the standards?  
  
• How are employees made aware of the standards?  
  
 
 How does the company handle public information?

 

• Who is responsible for public information?  
  
• How does the enterprise provide information to customers

regarding price changes, changes or interruptions in service,
changes in billing, collection, etc.?

 

  
• How may customers provide input to the company regarding

prices, quality of service, extent of services offered and company
policies?

 

  
 
 Provide the following information about revenues:

 

• What is the basis for billing customers?  
 To what extent is customer usage metered?  
 Is sewage billed based on water usage?  If yes, at what %?  

  
• Provide a schedule of revenues for the past three years showing

amount and usage by category of customer
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• What information is maintained on the company’s billing system?  
  
 
 Provide the following information regarding customer accounts
receivable and bad debts

 

• Calculation of average days accounts receivable outstanding by
category of customer

 

  
• Billing and payment terms  
  
• Company policy, national and local regulations regarding

collections and enforcement
 

 Can service be discontinued for non-payment?  
  
 What actions can be taken to collect past due accounts?  

  
• Company policy regarding recording allowances for uncollectible

accounts and write off of bad debts
 

  
• What are the trends and/or projections for past due accounts

receivable?
 

  
 
 Provide the following information regarding prices:

 

• A schedule of prices for the past three years  
  
• How often are prices increased?  
  
• What is the basis for price increases?  
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• What is the sensitivity to price changes?  
  
• What has been the general reaction of the public and politicians

to recent price increases?
 

  
• How do prices compare to neighboring communities and the

national average?
 

  
 
 Identify and assess competition

 

• Direct competition  
  
• Indirect competition  (bottled water, wells, septic tanks)  

 Bottled water  
 Wells  
 Septic tanks  

  
• What are the trends and/or projections of competition in the

market?
 

 Build-operate-transfer agreement  
 Leasing gmina-owned assets to contract provider  
 Subcontracting services  

 Management and operations  
 Construction and/or repairs and maintenance  
 Billing and/or collections of receivables  
  

 
 Provide the following information on fixed assets:

 

• Provide a description of facilities employed in the following  
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activities
 Water supply  
 Water treatment  
 Water storage  
 Water transmission  
 Sewage collection  
 Wastewater treatment  
 Wastewater disposal  
 Repair and maintenance workshops  
 Stores  
 Garages  
 Laboratories  
 Administrative facilities  

  
• Schedule of fixed assets by activity  

 Description  
 Cost  
 Depreciable life (accounting, tax and technical life, if different)  
 Information on planned replacement, upgrade or retirement  

  
• List of vehicles and major equipment:  
     (note: only if amount of investments in vehicles and/or related

operating expenses are significant )
 

 Description (make, model, year, condition)  
 Use (department or activity)  
 Depreciable life (accounting, tax and technical life, if different)  
 Repair and maintenance expense, including spare parts and
labor

 

 Gasoline expense  
 Schedule for overhaul  
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• What is the company’s policy regarding overhaul of vehicles?  
  
• What is the company’s policy regarding replacement of vehicles

and equipment?
 

  
• What happens to vehicles and equipment taken out of service?  
  
  
 
 Provide a copy of the company’s capital investment plan or other
plans for capital spending:

 

• Does the company have facilities necessary to comply with
environmental regulations?

 

  
• Are there plans to upgrade technology? Provide details  
  
• Are there plans to expand or replace facilities? Provide details  
  
• Does the company prepare cost/benefit analyses to justify

purchases of fixed assets?
 

  
 
 What is company policy regarding procurement?

 

• Who is responsible for purchasing fixed assets, materials and
supplies and ordering services?

 

  
• What is the procedure for issuing purchase orders?  
  
• What  regulations (e.g, procurement laws) apply to the

enterprise?
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• Do enterprise managers have approval limits?  
  
 
 Provide the following information regarding stores and inventory
management:

 

• What is company policy regarding inventory levels?  
  
• How many stores are there?  
  
• Describe the inventory ordering, release and control system  
  
• Who is responsible for inventory control?  
  
• How frequently are physical inventories taken?  
  
• Provide a calculation of inventory turnover  
  
• What is done with obsolete inventory?  
  
 
 Provide the following information regarding operating expenses by
activity:

 

• Wages  
 Number of employees  
  
 Calculated average wage  
  
 What is the basis for wage increases?  
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 Are there plans to increase or decrease employment?  
  
 How will technology upgrades and/or facility expansions
affect employment and/or average wage?

 

  
 How will expansion of services and/or markets affect
employment?

 

  
 How will plans to outsource services affect employment?  

  
• Bonuses and other payments to workers  

 What is the company policy regarding payment of bonuses,
etc.

 

  
 What payments are required according to union agreements
and or government requirements?

 

  
 Is any change expected?  

  
• Payroll taxes (ZUS, unemployment, PFRON, etc.)  

 Rates  
  
 Basis for calculation  
  
 Is any change expected?  

  
• Materials and supplies, broken out by major expense item which

may include:
 

 Gasoline expense  (cost per liter and per vehicle/equipment,
expected increase)
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 Tires expense (cost per vehicle, expected increase)  
  
 Chemicals expense (cost per m3 of water and/or wastewater
treated, expected increase)

 

  
 Purchased water (cost per m3, terms of agreement)  
  
 Environmental fees for water withdrawn or wastewater
disposed (cost per m3, expected changes in rate or volume)

 

  
 VAT included in materials and supplies (rate)  

  
• Material and non-material services, broken out by major expense

item which may include:
 

 Contract payments to employees  
  
 Contract payments to outside firms (identify nature of
services, terms, company policy, projected expense)

 

  
 Repair and maintenance services (identify nature of services,
company policy regarding outsourcing, projected expense)

 

  
• Repairs and maintenace expense  

 By kilometer of water and sewer mains in service  
  
• Insurance  
 What is insured (identify facilties, vehicles and insured

value)?
 

  
 What is the company’s policy regarding insurance?  
  



WATER & SEWER ENTERPRISE OPERATIONS AND FINANCE

17

 Is there a need to increase or decrease coverage?  
  
• Travel expense  
  
• Other payments - identify if material  
  
• Taxes and licenses  
 Identify type, basis of calculation, rates, expected

changes
 

  
• Penalties paid for violation of environmental regulations  
  
 
 Provide copies of budgets and/or projections of operating expenses

 

• What is the basis for budgets and/or projections of operating
expenses?

 

  
• What are the trends in operating expenses?  
  
• How will technology upgrades and/or facility expansions affect

operating expenses?
 

  
• How will expansion of services and/or markets affect operating

expenses?
 

  
 
 Provide the following information regarding financing:

 

• How does the enterprise normally finance capital investments?  
  
• Does the enterprise have outstanding debt?  
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 Name of lender  
 Terms & conditions  
 Provide copy of loan agreement  
 Provide schedule of debt service - historical and projected  

  
• Does the enterprise plan to borrow to finance capital

investments?
 

 Provide details  
  
• Has the enterprise issued stock to finance capital investments?  

 Provide details  
  
• Does the enterprise plan to issue stock to finance capital

investments?
 

 Provide details  
  
• Has the enterprise been approached by investors who wish to

have an ownership position in the company?
Provide details
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Provide copies of the following financial documents:
• Income statements for the past three years  
  
• Balance sheets for the past three years  
  
• Annual income tax declaration for the past three years  
  
• Operating budget - current year and next year  
  
• Capital investment budget - current year and next year  
  
• Capital investment plan  
  
 
 Provide copies of reports showing operating and statistical
information

 

• Reports to industry association  
  
• Internal management reports  
  
• Special reports to gmina or other agencies  
  
 
 Describe services provided by the enterprise

 

 Bus service within the gmina  
 Inter-city or tourist bus service  
 Contract bus service to neighboring gminas  
 Vehicle repair and maintenace  
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 Advertising  
 Other services  

  
• Are there plans to expand services offered?  
  
 
 Provide a profile of passengers

 

• Number of passengers by category for the past three years  
 Full fare tickets  
 Discount tickets  
 Full fare monthly passes  
 Discount monthy passes  
 Free riders  

  
• What information is maintained about number of passengers?  
  
• What are the trends and/or projections of number of passengers

and use of public transportation?
 

  
• What are the trends and/or projections of car ownership in the

community?
 

  
 
 Provide a profile of the workforce

 

• Provide a list of employees and responsibilities by activity  
  

• What is the average wage of workers?  
 How does this compare to wages paid by competitors,
enterprises in neighboring communities and local, regional
and national averages?
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 Is the average wage adequate to attract qualified employees?  
  

• What regulations affect the number of workers needed in each
activity?

 

  
• What regulations affect the qualifications of workers in each

activity?
 

  
• Describe work schedules for each activity  

  
• How are employees trained?  

  
• Assess facilities for worker hygiene  

  
• What is the image of the workers?  

 Are uniforms provided?  
 Who owns the uniforms?  
 How often are they laundered?  

  
• Is the number of workers employed in each activity adequate?  
  
 
 Describe the company’s customer service function

 

• Who is responsible for customer service?  
  
• How is the customer service function defined?  
  
• What is the company policy regarding resolution of customer

complaints?
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 How are customer complaints handled?  
  
 Is there a log of customer complaints?  

  
• Has the company conducted customer surveys?  

 Describe process, results and actions taken by the company
in response

 

  
 
 What are the company’s service standards

 

• How are customers made aware of the standards?  
  
• How are employees made aware of the standards?  
  
 
 How does the company handle public information?

 

• Who is responsible for public information?  
  
• How does the enterprise provide information to customers

regarding changes in prices, routes, schedules, ticket sales
outlets, interruptions in service, etc.?

 

  
• How may customers provide input to the company regarding

prices, routes, schedules, quality of service and customer
service?

 

  
 
 Provide the following information regarding revenues:

 

• Schedule of revenues for the past three years showing revenues
by category of passenger and type of service
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• What information is maintained about ticket sales?  
  
 
 Provide the following information regarding prices:

 

• A schedule of ticket prices for the past three years  
  
• How often are prices increased?  
  
• What is the basis for price increases?  
  
• What is the sensitivity to price changes?  
  
• How do prices compare to competitors’ prices, the national

average and prices in neighboring communities
 

  
 
 Provide the following information regarding the company’s service
area:

 

• What is the current service area of the enterprise?  
  
• Are there plans to expand the service area?  
  
• What are the restrictions to expansion?  
  
• What economic development (industrial, commercial, residential)

is going on in the service area that could be expected to ridership
and/or routes?

 

  
 
 Describe the transport policy of the local government and its effect

 



BUS TRANSPORT ENTERPRISE OPERATIONS AND FINANCE

6

on the enterprise?
• Does the local government encourage use of public transport?  
  
• How expensive and available is parking in the city center?  
  
• Are there restrictions to driving in the city center?  
  
• Are there designated carpool and bus lanes  
  
 
 Identify and assess competition

 

• Direct competition  
  
• Indirect competition  

 Car ownership  
 Taxi  
 Foot travel  

  
• What are the trends and/or projections of competition in the

market?
 

  
 
 Provide the following information on fixed assets:

 

• Schedule of fixed assets  
 Description  
 Use (department or activity)  
 Cost  
 Depreciable life (accounting, tax and technical life, if different)  
 Information on planned replacement, upgrade or retirement  
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• List of vehicles  
 Description (make, model, year, condition)  
 Use (department or activity)  
 Depreciable life (accounting, tax and technical life, if different)  
 Repair and maintenance expense, including spare parts and
labor

 

 Gasoline expense  
 Schedule for overhaul  

  
• What is the company’s policy regarding overhaul of vehicles?  
  
• What is the company’s policy regarding replacement of vehicles

and equipment?
 

  
• What happens to vehicles and equipment taken out of service?  
  
 
 Provide a copy of the company’s capital investment plan or other
plans for capital spending:

 

• Are there plans to upgrade technology? Provide details  
  
• Are there plans to expand or replace facilities? Provide details  
  
• Does the company prepare cost/benefit analyses to justify

purchases of fixed assets?
 

  
 
 What is company policy regarding procurement?

 

• Who is responsible for purchasing fixed assets, materials and
supplies and ordering services?
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• What is the procedure for issuing purchase orders?  
  
• What  regulations (e.g, procurement laws) apply to the

enterprise?
 

  
• Do enterprise managers have approval limits?  
  
 
 Provide the following information regarding stores and inventory
management:

 

• What is company policy regarding inventory levels?  
  
• How many stores are there?  
  
• Describe the inventory ordering, release and control system  
  
• Who is responsible for inventory control?  
  
• How frequently are physical inventories taken?  
  
• Provide a calculation of inventory turnover  
  
• What is done with obsolete inventory?  
  
 
 Provide the following information regarding operating expenses by
activity:

 

• Wages  
 Number of employees  
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 Drivers per bus  
 Repair workers per bus  
 Administrative workers per bus  

  
 Calculated average wage  
  
 What is the basis for wage increases?  
  
 Are there plans to increase or decrease employment?  
  
 How will technology upgrades and/or facility expansions
affect employment?

 

  
 How will expansion of services and/or markets affect
employment?

 

  
• Bonuses and other payments to workers  

 What is the company policy regarding payment of bonuses,
etc.

 

  
 What payments are required according to union agreements
and or government requirements?

 

  
 Is any change expected?  

  
• Payroll taxes (ZUS, unemployment, PFRON, etc.)  

 Rates  
  
 Basis for calculation  
  
 Is any change expected?  
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• Materials and supplies, broken out by major expense item which

may include:
 

 Gasoline expense  (cost per liter and per vehicle/equipment,
expected increase)

 

  
 Tires expense (cost per vehicle, expected increase)  
  
  
 VAT included in materials and supplies (rate)  

  
• Material and non-material services, broken out by major expense

item which may include:
 

 Contract payments to employees  
  
 Contract payments to outside firms (identify nature of
services, terms, company policy, projected expense)

 

  
 Repair and maintenance services (identify nature of services,
company policy, projected expense)

 

  
• Insurance  
 What is insured (identify facilties, vehicles and insured

value)?
 

  
 What is the company’s policy regarding insurance?  
  
 Is there a need to increase or decrease coverage?  
  
• Travel expense  
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• Other payments - identify if material  
  
• Taxes and licenses  
 Identify type, basis of calculation, rates, expected

changes
 

  
 
 Provide copies of budgets and/or projections of operating expenses

 

• What is the basis for budgets and/or projections of operating
expenses?

 

  
• What are the trends in operating expenses?  
  
• How will technology upgrades and/or facility expansions affect

operating expenses?
 

  
• How will expansion of services and/or markets affect operating

expenses?
 

  
 
 Provide the following information regarding financing:

 

• How does the enterprise normally finance capital investments?  
  
• Does the company have outstanding debt?  

 Name of lender  
 Terms & conditions  
 Provide copy of loan agreement  
 Provide schedule of debt service - historical and projected  

  
• Does the company plan to borrow to finance capital investments?  
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 Provide details  
  
• Has the enterprise issued stock to finance capital investments?  

 Provide details  
  
• Does the enterprise plan to issue stock to finance capital

investments?
 

 Provide details  
  
• Has the enterprise been approached by investors who wish to

have an ownership position in the company?
Provide details


